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June, 2010 L] - 0; 6 3 2 1 12 12

Customer reported not receiving cagtions on incoming calls
as many callers neglect to dial through the captioning service,
C3SR discussed several options including using CapTel in 2-
Line mode hanging up and calling callers back with captions
lor using CapTel 800i to avoid catlers having to dial through
service.

Customer's helper reporied being unable to place outgoing
calls and sees captioning servcie line is busy on the CapTet
display. CSR advised proper programming of Call Waiting
block for successful outbound captioned calling. Confirmed
Hhis adjustment resolved customer's experience.

Caller for customer said pone would netfier (g nor diz! out}.
CSR found that phone was connecled 1o another device first
and then a duplex jack with another device on the other side
of the duplex jack., Since phone worked successfully when
connected directly to the wall jack CSR advised obtaining a
iri-plex jack to connect the two other devices and the CapTel
phone at the same wall jack.

Customers helper reparied fhat phone would not dial ot
after installation., CSR advised customer to tumn off 2-Line
mode in the menu of the CapTel phone because customer
uses one phone line with CapTel. Confirmed this resolved’
customer's experience.

Cuslomer's daughter reporied the Galler 1 1s not saving m |
call history. After changing menu setftings from 2-Line fo 1-
Line mode confirmead the Caller D is saving in call history.
Customer reported they are unable to dial out with captions.
(CSR advised customer to tum off 2-Line mode in the menu of
the CapTel phone because customer uses one phone line
with CapTel. Cenfirmed this resolved customer's experience. .
CUstamer's daughter reporied no dial tone oft the Cap | €l ;
Iphone. CSR provided customer with troubleshooting
suggestions to access a dial tone on the CapTel. After ,
switching out the phone cord customer's daughter was able to 3
establish a dizt tone. ;
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July, 2610 0 g 3 3 3 9 9 :
' Customner reported that caption light does not atways fight up
on incoming calls. CSR explained that in order to receive
captions on incoming calls in 1-Line mode people will have to
! first dial through the captioning service even if captions
07/20/1¢ 1] 1 1 1] 1||default setting is on. Customer uaderstood.
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07/20/10

Customner reported no dial tone on his CapTe! phone. CSR
advised customer to perform a physical reset. Gonfirmed this)

—

G7/23/10

esolved the customer's experience.
F{.‘.ustomers daughter reported the CapTel dees not have a
dial tone. After further troubleshooting CSR advised
customer to contact telephone company te replace faulty jack |
identified during troubleshooting.

07/28/10

CUsIomer's qaughter [eporied no dial Tone of Cap 1 &l 800
phone. CSR advised a physical reset and confirmed this
resolved customer's experience.

)i

August, 2010

i

08/10/10

Customer questioned if he switched to DSL service would
there be anything needed for the CapTel, CSR advised
customer that the GapTel can operate on DSL lines and
discussed the importance of using a DSL filter when
connecting the CapTel phone to a DSL line.

—

08/31/10

[Customer's helper said that phone did not caption an
incoming calk from a cell phone. CSR advised caller that cell
phone calls from close proximity fo CapTel may not always
'connect with captions. CSR then made test call to cusiomer
to confirm comect 1-Line setup and functionality. Test call
was successful.

-

Sept, 2010

09/07/10

UStomer was unable 1o dial oUl WIth caphons Successiully.
CSR advised proper programming of dialing prefix for
outbound captioned calling. Confirmed this adjustment
resalved customer's experience.

09/23/10

Customer reported that some incoming calls are not
captioned because the other party does not ¢all through the
captioning service. CSR explained the option of obiaining a
second phone line and using the GapTel in 2-Line mode to
1/|have capticns automaticafly on all incoming calls.

Qct, 2010)

6|

10/13/10

jCustomer's telephone technician reported that customer is
unable to make outgeing captioned calls. CSR advised
technician to tum off 2-Line mode in the menu of the CapTel
phone because customer uses one phone line with CapTel.
Cenfirmed this resolved custormer's experience.

—

10/15/10

Customer's daughter stated customer's CapTel is not
lworking. CSR found that phone cord ahd become
disconnected from jack in base of phone. Caller reconnected
phone cord and got a dial tone, This allowed CSR fo make a
captioned calt to customer.

—
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Nev, 2010 O . 0 2 2 £ 5 5
: Hamilton Relay representative called on behalf of a MA
program representative and asked how to use the *82
unblock code when using the CapTef 800 phene. CSR stated
that in -Line mode customer will need to prograrn the *82 in
the: dialing prefix option in the ment of the CapTel and dial
number ditectly. GSR also stated that customer will have to
remove this prefix if he wants o continue using the Caller ID
bluck on his phone service,

1101410 0 1 1 : 0 1

hIS CapTeI phone. CSR lnvestlgated and found that
customer has an incorrect digting prefix entered in the CapTel
menu. CSR advised customer to remove the mistaken ]

11/16/10 of . : 1 . 1 . 0| 1j{diating pref X and conﬁn'ned thls resolved customer's

with captions and the screen says Captlomng service line is
ringing. CSR advised customer's helper to program a dialing
prefix into the CapTel menu since a prefix is required to dial

11/16/10 ) [i] 1 . 1 0| t||an outside line. Customer confirmed this resolved their

Customer reported that she is not receiving captions on
incoming calls, CSR explained that if customer is using the
CapTel in 1-Line mode callers have to dial through the
captioning service first in order for her {o receive caplions on

11/23/10 0 )3 - 1 0| 1{[incomirg cails.

Customer reported that she cannot receive capiions on
incoming calls. CSR advised customer to furn on 2-Line
maode in the menu of the CapTel phone because customer

: . uses two phone lines with CapTeE Confirmed this resoived
11724710 0 1 1 o 1||custemer's experience.

Custemer with 2-Line Cap el said that some calls failed 1o
connect with capticns. CSR found that custemer has Line
1/Line2 splitter inserted in wall jack that has both lines on it
) ) . CSR advised customer that CapTet! needs separate hard-
11/30/10 0 3 1 9 1/iwired jacks for each phone line.

o0

Dee, 20 0 0 2 2 4 s"
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12/14/10

1

Customer's helper mentioned on occasien there are mistakes|.
during the conversation. CSR informed customer that if a
word is captioned incorrectly and changes the meaning of the
text the captioning service will display a correct word in
brackets shortly after the error occurs. CSR informed
||lcustomer that the corrected word may appear scmewhat later
in the conversation than the error actually oceurs, CSR also
explained to customer that an average i {akes 3-5 seconds
Far the captions to iransmit ento the display screen but it can
take longer if the other party is speaking at a faster pace.

12/14/10

Customer said incoming calls are not captioned. CSR
advised custamer that callers will need to dial the captioning
service humber and his number when using CapTel with one

confirmed his CapTel is functioning with captions.

lehone line, CSR performed test call fo customer and
1

12/20/10

1

Customer's son indicated Caplel 200 was ol calling out.
(CSR advised proper programming of dialing prefix for
outbound captioned calling. Gonfirmed this adjustment
resolved customey's experience,

E2/22/10

Customer's husband stated they are not getting captions for
outgoing calls on the customer's 2-Line CapTel. CSR
advised customer to delete mistaken Call Waiting block code)
Confirmed this adjustment resolved customer's experience.

Tan, 2011

01/03/1E

Customer reported that she is unable to make long distance
calls or connect with her voicemail service in 2-Line mode.
After further investigation CSR advised cuslomer fo switch
the cords in the back of the phone for her two phone lines.
Customer confirmed that this resolved her experience.

0L/07/11

I

Customer reported hearing static on the phone line. CSR
advised customer fo make sure of the proper placement of
DSL filters., Custorner contacted the phone service provider
to ensure proper DSL filtering. CSR confirmed customer was
no longer experiencing static.

01/17/11

)i

Customer's helper reported that they have set up the Caplel
with a device that creales a phone jack in a room without one.
CSR explained that this device is not designed for use with
the CapTel 800. CSR further explained that customer should
use a direct connection or lang phone cord.

01/17/11

I

Caller reponied s mabiiy to reach e Lap el user With
captions., CSR advised him of the proper dialing procedure
and confirmed this resclved his experience.
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05/19/11

Customer seems to not be abel {o receive captions on
cutgoing calls. CSR advised customer o turn off 2-Line
mode in the menu of the CapTel phone because the customer]
uses one phone line with CapTel. Confirmed this resolved
lcustomer's experience. ’

01/20/11

Customer stated that he is seeing Waiting for CapTel
Operator. CSR advised caller that due to a power disruption
to some calt center work stations callers had a longer than
usual wait time to connect fo a caplionist. Power was
restored to the affected workstations and the wait time for all
calls went back to narm. CSR apologized for any
inconvenience this may have caused. (Speed of answer fime
to the day was about 85% answered within 10 seconds.)

Feb, 2011

8

02/02/11

Customer reperted experiencing a longer than normal wait for
a captionist. CSR advised customer that on 2/2/11 CapTel's
staffing was affected by blizzard conditions. CSR apologized
for the inconvenience this caused an advised staying on the
tine for the next available captionist. Center locations in
Madison and Milwaukee were under both a "state of
emergency” and a "civil danger" waming declared by .
Wisconsin Governor Scott Walker. Even though bus and taxi
services were shut down in both citiies and many roads were
impassable the Milwaukee and Madison centers both
remained open and fielded calls nen-stop. Service levels
were not met for the day due to delayed answer time. The
state of emergency ended on 2/2/2011. Staffing capacity was
restored. CSR confirmed with customer they are able to
1/|make and receive calls in a timely manner,

02/24/11

Cuslomer reported being Unable 1o dial out With caplions.

CSR advised customer to turn off 2-Line mode in the menu of

the CapTel phone because customer uses one phene line
1||with CapTel. Confirmed this resolved customey's experience.

Mar, 2011

9

03/02/11

ICustomer's helper reported that customer is not able to make
outgoing captioned calis. CSR advised customer to tum off 2
Line mode in the menu of the CapTel phone because
customer uses one phone line with GapTel. Confirmed this
1jresolved customer's experience.
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Customer reperted that celi phones caflers are unable to
reach her with captions. CSR sent customer proper dialing
instructions for celt phene users to reach the 1-Line CapTel
user with captions, CSR also advised customer that it woudd
. . be normal for calls to take a few seconds to initially connect
03/03/11 ) 0| . 1 ’ 1 - 0| 1|[with captions.

Caller said customer did not get-captions on incoming calls.
[CSR advised caller that callers to 1-Line CapTel need to first
. . dial tol:-free captioning service number then customer's

a3/ 11 0 1 1 i o Lfinumber irv arder for captions to appear on the phone.

Customerreported bemng unable to dial out but could receive
calls-in. CSR advised customer to remove the call waiting
block that she ad pregrammed into the phone. Confirmed
03/15/11 : 0 i 1 0 1{{that the customer was able to dial out successfully,

Customer stated he just got an incoming call and didn't
receive captions. CSR explained callers need to call through
. the Caplioning Servcie number for the customer to receive
03/18/11 0] 1 ) 1 0 1|[caplioned calls.

Customer wondered why she was not getling captions on
incoming CapTel calls. CSR informed customer that her
callers need fo diat using the captioning service number and
informed customer of the correct procedure to reach

0321111 - 0 1 7 , 1 o 1|lcustomer with captions.

April, 2011 ) - o - -0 4 4 4 12 12
. Customer's helper mquired what device was for Tattng up an

answering machine with a CapTel 800. CSR explained that

. . the customer should obtain a duplex jack and connesct both

04/07/11 0| 1 [ . 0 1[[the CapTel and answering machine to that at the wall jack,

Customer's helper reported that the CapTe! 800 is not
displaying captions. CSR assisted customer with removing a |
: mistaken dialing prefix programmed in the menu of CapTel.
042511 ’ 0 1 1 0 1||Confirmed this adjustment resoived customer's experience.

%]
L3
o

May, 201§ 0 0 8 I‘

- : Customer's niece said customer did not receive captions
when she called to his phone. CSR confirmed that it is

. necessary for other parties to dial via the CapTel Captioning
05/05/11 - of ] ’ 1 0 {ffService access number for incoming calls. :

Customer's daughter reported no captions on incormning calls.
CSR advised obtaining a duplex wall jack to connect the

| CapTel and another device {o the same wali jack. Confirmed
05/10/11 o : 1 § 0 §|[this resolved the customer’s experience.
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05/10/11

Nature of Complaint / Resolution

Custerner inquired about the set up of signaler devices. CSR
advised custorner that they would not want to connect another]
device directly fo the CapTel phone. Customer confirmed
that they would hook them up to different wall jacks.

03/10/11

Custamer's daughter reported that they were unable to call
out with captions. CSR advised customer to turn off 2-Line-
mode in the menu of the CapTel phone because cusiomer
uses one phone line with CapTel. Confirmed this resolved
customer's experience,

05/12/11

—

Customer reported receiving a message that the number she

|lenanged or is.no fonger in service and advised her to contact

was trying to reach had been disconnected. CSR received
the same message when calling to the number. CSR advised
the customer that it seems that the number has either been

infarmation for further assistance with that listing.

05/17/11

Customer's helper ¢alled and stated the CapTel is not ringing
or capticning for incoming calls. Customer had the signaler
plugged into the second jack in the back of the CapTel phone,
SR advised customer to obtain a duplex or y jack to use in
conjunction with another device that shares the same wall
ljack as the CapTel phone.

045/18/11

Customer's daughter called wondering how 1o set up e
CapTel 800. CSR advised daughter to plug the phone
connection into phone jack and the power cord into an
electrical connection,

45/18/11

TStomers helpar maured T 2-Tine CapTelreqmred 2|
separate wall jacks or if customer coutd use a splitter. CSR
advised that 2 wall jacks are recommended.

05/23/11

Cuslomers son repoltzd an inability 1o Gial olt on ihe Gap el
phone. CSR advised customer of proper programming of
Call Waiting block for successful outbound captioned calling.
Confirmed this adjustment resolved customer's experience.

05/26/11 .

||lelectrical optlet and &tso o an analog phone jack.

SUStomer's son nquired Now 1o set up the Cap el phone.
CSR explained that the CapTel needs to connect to an

05/27/11

Customer reporied that her telephone company recently
changed the way she should access her voice mail service.
She now has to dial *298 to get her voice mail messages and
this will not work on her CapTel. CSR advised here to
contact her telephone comgany to get the equivalent 7 or 10-
digit remote access code for veice mail.
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